DAFTAR ISI

PERNYATAAN KEASLIAN KARYA TUGAS AKHIR ......c.coovevieiiiieeeeeee i
PERSETUJUAN DOSEN PEMBIMBING TUGAS AKHIR........ccccooieieriieienene il
PERSETUJUAN TIM PENGUIJI TUGAS AKHIR .....cccoooiiiiniiiiniinicieeieeeee il
PERNYATAAN DAN PERSETUJUAN UNGGAH TUGAS
AKHIR ...ttt ettt ettt v
ABSTRAK ...ttt ettt sttt et et e et et e et enaente e e A%
ABSTRACT............ . ...... s e sttt ... ol ..cooeveeeneennenennes vi
KATA PENGAN T/ e 0 Seaaues S0l aime v orend et i . ...................... vii
DAFTAR ISL... /S . ........eoeeeeereeneeeeeee PR B ... X
DAFTAR GAMBAR ...ttt sttt ettt stn et sne e Xiii
DAFTAR JABEL .St .............. A Sl ... ... % ... Xiv
BAB I PENDAHWLUTRIRESSSNSY.............. SSSSSs fe— .. 4.........4 . ......... 1
1.1 Latar Belakang Penelitian ................cccceveiieesiiieiiiie st 1
1.2 P@itanyaall Penclitaiiliy.. o ......... 0l SN ........... 0. ... 11
1.3 TujpasrBenglitian....... “SHuun IR ................ SOOSLTSW ... 11
1.4 ManfaatfPendlitian .................../J. .~ NN . oo o ool e coee oo 12
1.5 Sistenlatika' Penchtian— ey <M N S e W 13
BAB II TINJAUAN PUSTAKA .........ooccceciieiiiie e siestesneeneesneesse e seeeeeeneesneenees 15
2.1 Patient Trust Toward Hospital ..........cccccciiciiiiieneeanieeeeee e 15
2.2 Strength of Hospital-Patient COMMURICALION ...............cccveeveecreeneeareannnn 17
2.3 Perceived Image of HOSPItAL ...........ccoccueveieceieiiieiiieieeeeie e 18
2.4 Perceived Image Of DOCIOFS ...........oeecueeeeeeeeeciieeeiieeeieeeeieeeeveeesaeeevae e 19
2.5 Patient SAUISTACIION .........cc.oeeeueeeiiieeiiieeeeeeeeeeieeeeveeeseeeeveesaaeesaneeenees 20
2.6 PaAtient LOYAILY ........ccccueeeveieeiiieiieeeeeee ettt 21
2.7 Hubungan antar Variabel.............cccooceiiiiiiiniiiiiiiceeee e 22

2.7.1 Hubungan Antara Trust Toward Hospital dengan Patient Satisfaction

X



2.7.2 Hubungan Antara Strength Hospital-Patient Communication dengan

Patient SAtISTACIION.............cccuveveeeiieiieecieeeeet ettt 23

2.7.3 Hubungan Antara Perceived Image of Hospital dengan Patient

SALISTACHION.......oeeeeeeeeeeeee et ee et e e e st e e s aee e saaeeeenaeeenaeas 23

2.7.4 Hubungan Antara Perceived Image of Doctors dengan Patient

SALISFACTION.......oeeeeeeeeee ettt ettt aae e 24
2.7.5 Hubungan Antara Patient Satisfaction dengan Patient Loyalty .......... 24
2.8 Kerangka Konseptual.............ccumiimmmmmmmmnne e 25
BAB IIIl METODE PENELITIAN......cootiiiiitiiiiniieeesees st 26
3.1 Paradigma Penelitian.............ccoocvieiiieniiiiiiiiie ettt 26
3.2 Jenis PenelMidmeuliiiiiitis, . ..........c.ooooeeeneeneeen siliunson oy o Moo 26
3.3 Operasionalisasi Variabel Penelitian .........cccceeviieniieeiiiereciieceieeiieeee, 27
3.3.1 Bengukugiin VGERBER ............. JSSSSea Y. 27
3.3.2 Definisi Konseptual dan Operasionalisasi Variabel..................ccccu........ 28
3.4 Unit ADaliisis .......o N ... 5., [ S ... S ... 33
3.5 Desain Sampel dan Jumlah Sampel..........cccocoeviiiiniiiiiie e, 33
3.5.1 Penentuan Jumlah Sampel.........cccooviieiiiiiiiniiiicciieieceeee e, 33
3.5.2 Metode Pengambilan Sampel.............c.iiievmeniienieenniieniieiiieieeeene. 34

3.6 Metode Pengumpulan Data ... it 34
3.6.1 Datd PHimer oo ... commmr s oo A ettt aal e eeeeeeeaeaeees 34
3.6.2 Data SekunOis:. S e et . eeeveenveneenneeneeoneones 35

3.7 Metode Analisis Data........cccoocvereriiniinienieniieeciecee e 35
3.7.1 Statistik Deskriptif ........ccocooiiniiiiniii e 36
3.7.2 Statistik Inferensial..........cooccooiiiiiiiiiiiien 36
3.7.2.1 Outer Model ...............cccooveeviiiiiiiiiiiiiiiieeeeeeete e 37
3.7.2.2 Inner Model.............cocoveeviiiiiiiiiiiiiieeeestee e 39
3.7.3 Uji Instrumen Pendahuluan.............ccccoooeniininiininininiciceeee, 40
BAB IV HASIL DAN PEMBAHASAN ..ottt 42

4.1 Profil Demografi Responden............ccccueeriiieiiiiiniieeiee e 42



4.2 Analisis Deskriptif Responden............ccceeevieeiiiieniieiiiieeieecee e 44

4.2.1 Variabel Patient Trust toward HOSpitQl................cccoeeevevcevevvenenannen. 45
4.2.2 Variabel Hospital-Patient COmmMunication ..............cccoeceeeuercveneennns 46
4.2.3 Variabel Perceived Image HOSPItal ..............c..coceueeeeeeeecieeeeiireenneanns 48
4.2.4 Variabel Perceived Image DOCIOF .............ccccuueeeceeeeecieeiieeeiieeeieeanns 49
4.2.5 Variabel Patient SAtiSfACION ............ccoueeeueeeeeeecueeeiieeieeieesieecieeneeens 50
4.2.6 Variabel Patient LOYalty ..........ccccouceeevievciieiieiieeiieeieeieesee e 51
4.3 Analisis Inferensial...........ccccoiiiiiiiniiiiiii e 53
4.3.1 Analisis Outer Model........ccovueeniieniiiiiiiiiiiiiiiceccee e 53
4.3.1.1 Indi¢itorRChabilty Tl LU Bl i, A .......................... 54
4.3.1.2 Construct Reliability ...........cccocieniiiiiiniiiiienie e 56
4.3.1.3 Convergent Validity ........cccoceeiiriiiiiiiiie et 56
4.3.1.4 Discriminant Validity ..........cccoevcviieriieeniie et 57
4.372 Analisis TnniecModel .............. 40l 58
4.3.2.1 Ui KoNGEHEIES. .............. [SS___——————— ... 8. ... % ... 59
4.3.2.2 Koefisien Determinasi (R-Square)........cc...ccccoeecivviiieniianncnnne. 60
4323 Effect Size (EESA0dE)..... XA . ............ 0. 00000 .. 61
4.3.2.4 Nilai Predictive Relevance (Q-Square) = ...cccoveivenenne. 63
4.3. 25 Hasil Ui Hipotesia ol i A0 . el ... 64

4.4.2.3.1 Pengaruh Patient Trust toward Hospital terhadap Patient
SAtiSIACTIOn . —orr. ... oo yovemrirr s Ao Attt oo eveevveravaenreans 65

4.3.2.3.2 Pengaruh Hospital Patient Communication terhadap Patient
SALISTACTION ...t 66

4.4.2.3.3 Pengaruh Perceived Image Hospital terhadap Patient
SAUSFACHION ...t 67

4.4.2.3.4 Pengaruh Perceived Image Doctor terhadap Patient

SALISTACHION ...ttt e e e e aae e s eaaeesaaee e 68
4.4.2.3.5 Pengaruh Patient Satisfaction terhadap Patient Loyalty .....70
BAB V KESIMPULAN DAN SARAN......cooititiiiitnnteeeteeeteeee e 72

ST KESIMPUIAN ..ovviiiiiiiiecii ettt e esbe e aaeeeseens 72



5.2 Implikasi Manajerial ..........ccceeeviieeiiieeiiieeieece et 74

5.3 Keterbatasan dan Saran Bagi Penelitian Selanjutnya............cccceevenveenneen. 76
DAFTAR PUSTAKA ...ttt 77
LAMPIRAN ...ttt ettt sttt et e sttt et e st enteeneesaeeneas 87
LAMPIRAN 1. KUESIONER ......ooiiiiiiiiiet ettt 87
LAMPIRAN 2. HASIL KUESIONER .....ccccoiiiiiiiiiiieniieeeeeeeeee e 92
LAMPIRAN 3. DATA SETTING PLS-SEMALGORITHM............ccceeveeuennnne.. 99
LAMPIRAN 4. DATA SETTING PLS-SEM BOOTSTRAPPING....................... 100
LAMPIRAN 5. GAMBAR OUTER MODEL PLS-SEM .....ccccccooviiiiiiniiiinnnn. 101
LAMPIRAN 6. GAMBAR INNER MODEL PLS-SEM ......cccccooiiiiniiiiienen. 102
LAMPIRAN 7. GAMBAR UJI RELIABILITY DAN VALIDITY (PRE-TEST)... 103
LAMPIRAN 8. HASIL UJI RELIABILITY DAN VALIDITY PLS-SEM ......... 105
LAMPIRAN 9. HASIL UJI BOOTSTRAPPING PLS-SEM.........cccccoovivvnnnnnen. 107

xii



DAFTAR GAMBAR

Gambar 1.1 Pengguna Instagram Indonesia April 2021........cccoeviiiiiiniiiiienieen. 6
Gambar 1.2 Pengguna Instagram Indonesia 2022..........c.ccceovveeeiieeniieenieeeiee e 7
Gambar 1.3 Negara Pengguna Instagram Tahun 2022...........ccccccccvveeiieencieenreeenee. 8
Gambar 2.1 Kerangka Konseptual...........ccceeviiiiiiiiiiiieeieeeeeeeeee e 25
Gambar 4.1 Hasil Outer Model Penelitian............cccecevienieiinieneenieneneeeeene 54
Gambar 4.2 Hasil Inner Model Penelitian...............civvueeerieneiiiiiienieeiienceenen 59

xiii



DAFTAR TABEL

Tabel 3.1 Definisi Konseptual dan Operasionalisasi Variabel................cccccceuneen. 29
Tabel 4.1 Profil Demografi Responden...........cccoeeovieeiiieeciiiecieeciie e 42
Tabel 4.2 Kategori Jawaban............coccuiiiiiieiiiieiiieeciee e 45
Tabel 4.3 Deskripsi Variabel Patient Trust Toward Hospital......................cccue..... 46
Tabel 4.4 Deskripsi Variabel Hospital-Patient Communication............................ 47
Tabel 4.5 Deskripsi Variabel Perceived Image Hospital......................cccccuveuveen... 48
Tabel 4.6 Deskripsi Variabel Perceived Image Doctor............ciecueeeeeeaeeenenenninn. 49
Tabel 4.7 Deskripsi Variabel Patient SatiSfaction........c..c.cocivoncciciiiuecncnneennnnne. 50
Tabel 4.8 Deskripsi Variabel Patient Loyalty.....c..cccuevvievinivencinecciniveiennnene. 52
Tabel 4.9 Hasil Outcr bogaingiiy. ............. .. 0. v ee B 55
Tabel 4.10 Nilai Construct Reliability...........ccccccoueeioieeeeiueeeeieeeiie e cirieeeeee e 56
Tabel 4.11 Average Variance EXtracted ..............cccueveeiueeeeueeesiiieeireessveesinneennns 57
Tabel 4.12 Fornell-Larcker Criterion... ... uuuuciineeeeeieseeeieieneeiesianeeeees 58
Tabel 4.13 Nilai Variance Inflation FACIOT........... oo isisiiisinieeneesinesiieeseeeeneenenes 60
Tabel 4.14 Nilai R-Square ....cccc.........iioiiieiiiiie st raieeereeseessseeneesaeesieeeveeeees 61
Tabel 4.15 Nilal F-Square ......cccoooua sttt 62
Tabel 4.16 Nilai Predictive Relevance.................ccoueeeeeeeceeesceeeeireeeeiieeeeveeennn, 63
Tabel 4.17 Hasil Pengujian Hipotesis ........ccccvveeeiiieriiieeciie e 65

Xiv



